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Legal Notice   
 

Although attempts have been made to verify information presented in this 

publication, neither the author nor the publisher assumes any responsibilities for 

errors, omissions, or contradictory information contained in this document.  

 

This document is not intended as legal, investment, or accounting advice. The 

reader or purchaser of this document assumes all responsibility for the use of the 

materials and information. GRM Business Solutions, LLC assumes no 

responsibility or liability whatsoever on behalf of any reader or purchaser of this 

material.  

 

Giveaway Rights  

This is a free publication. The only rights you have to this report are distribution 

rights. That means you may give it away to as many people as you want. It may be 

used as a bonus in a sale, you may include it in a membership site, and you may 

post it on your website.  It may not be distributed on any auction sites, including 

eBay.  

  

Your rights DO NOT include changing or copying any part of the report. All 

information in this report must remain intact and unchanged, including author 

and distributor names and links. You DO NOT have rights to sell this report. 
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From the Author 
 
 
I am an Internet business owner, as will be many of you who read this report.  

And although I have always been a computer geek, as this is my original field of 

expertise, I will always be a small business builder too.  Looking back, I can 

clearly see how the discipline, order, and problem solving techniques I learned 

early in my computer technology career have served me very well over the years.  I 

attribute much of my success to those skills, for without them chaos and mayhem 

would have surely ensued. 

 

A few years ago, I had completely had it up to my eyebrows with the TERRIBLE 

customer service being given by “companies” on the Internet.  Seriously, it was 

like the universe was forcing me to do something about the issue. So, I wrote my 

original report and eBook on the subject!   

 

Over the next few years, others have written their own books.  The result is that I 

now encounter many websites addressing support issues very well – and still 

others, not so well.  I don’t intentionally go looking for bad service, but nowadays 

I’m starting to just expect it!  Maybe because customer support is so important to 

me, I am easily offended when I don’t receive it.  But it seems that if a company 

has support issues, somehow I end up doing business with them.  So, since I 

wrote the book about customer service on the Internet (and how to reap the 

rewards by out servicing everyone else) I think I’ve earned the right to complain.   

 

Look, I’m going to give these businesses the benefit of the doubt, and assume they 

really just don’t know how important customer service is, especially in the 

automated and faceless environment of the Internet.  Otherwise, why would they 

keep doing it?  Surely, they must just be ignorant to the fact that long-term 

success is based on, and built around, great customer service. 
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Having spent over 25 years in the computer industry specifically addressing this 

very subject, it makes it very dear to me.  I know how to deal with customer 

service, I know what can cause issues to arise, I know how to address these 

problems, AND I know how to set up systems to automate the handling of these 

situations and provide solutions.  And so since I’ve earned the right to be 

outspoken on this topic, I’m going to let you in on a few secrets and concepts.  

Providing great customer service is not hard to do, it just isn’t widely done. 

 

My point is, establishing documented policies and procedures for your business 

allows you the freedom to focus on the main purpose of your business - 

generating income. In doing so, it affords you the ability to hire staff or to engage 

the services of independent consultants, thereby outsourcing the work to firms 

that have the infrastructure to do the work for you, accurately and efficiently, per 

your direction. 

 

As a business owner, your job is to have the ability to implement your vision and 

ensure that it is operating at its highest efficiency, by creating repeatable 

documented procedures and by letting the workers or system run the business 

based on those procedures.  Once you have achieved this, you are now free to 

concentrate on your primary goals of generating income, while also creating time 

to start up whole new business ventures by duplicating your success model.   

 

In fact, I can attest to the importance of this aspect of your business to the 

marketability of your product or service system concept. It was because of this 

that my documented procedures were the deciding factor my buyers gave when 

purchasing one of my former offline businesses, which I sold in 9 days!  

 

Most online businesses are run by individuals who have knowledge of the 

technical aspects of putting together a product or service site, but who have not 

worked in the tech industry long enough to know that procedures and checklists 
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are the basis for how technology runs smoothly.  Hardware parts will fail; cables 

will be disconnected; servers will need to be upgraded; and software will 

malfunction.  The only thing you can control in an automated technological 

environment are the procedures you develop to address these issues.  Why 

inconvenience your customers when it can be properly controlled by you?   

 

When I came to the Internet, I had no intent to market to other Internet 

Marketers. My goals were to develop products and services for end consumers. 

But through this effort, I was constantly dealing with other developers.  After five 

years of frustration with bad customer service from these vendors and no 

apparent willingness from those same vendors to acknowledge their shortcomings 

or seemingly have any understanding of why they were failing to provide 

satisfaction, I felt I just had to share my experiences and create a simple 

resolution to this common problem. 

 

When the universe gives you a problem to solve, it will continue to present you 

with the problem until you “get it.”  Well, I finally got it, and now you’re gonna get 

it too! 

 

To Your Customer Service Success! 

Gail Metcalf 
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1.  Defining Good Customer Service 
 

Good customer service is about taking care of the customer. It’s also about 

following through with what you say you’re going to do.  It’s about finding a way to 

connect with your customers; to show empathy for the inconvenience they’re 

experiencing, and to show them, in advance, that they come first. Ultimately, it’s 

about anticipating whatever issues the customer may encounter and, by taking 

the necessary action to address these potential issues BEFORE they ever happen, 

thereby eliminating the need for the customer to look elsewhere for a solution!  

 

Yes!  Customer service is actually part of your business.  

 

Ask yourself this- if you acquired a customer, and you didn’t take the time or put 

forth the effort to service their needs the first time around, why else would they 

bother to come back and purchase from you again?   

 

Great customer service doesn’t just happen – it’s planned, documented, and 

implemented.  It’s a living element of your business that needs to be cared for.  It 

must be nurtured from its conception to expression. And if you fail to understand 

the importance of this aspect of your business, you are doomed to failure. 

 

12 Customer Service Mistakes on the Internet 
 

Let’s take a look at the 12 issues I routinely encountered when doing business 

with digital information vendors.  These problems involve everything from free or 

paid reports, eBooks, and software.   

 

If you’re making any of these mistakes, it’s time to make some adjustments, 

changes I feel that could result in increased profits for your business.  
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They are… 

 

1. Putting erroneous contact information on your website.  

 

2. Failure to inform the customer of expected issue resolution time.  

 

3. Failure to build rapport with your customer.  

 

4. Failing to force customers to provide you with vital information 

 

5. Continuing to take support issues when your support function is 

inoperable. 

 

6. Failure to notify customers of a known service outage.  

 

7. Changing the status of a support request and not telling the customer 

why.  

 

8. Resolving support issues in the order they were received without regard 

to priority. 

 

9. Referring customers to your website for more information. 

 

10.Using language your customer does not understand. 

 

11.Failure to provide status when an issue cannot immediately be resolved. 

 

12.Allowing you or your staffs’ bad mood to affect customer service. 
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Now, before we move on, let’s take a moment to reflect on these common mistakes 

again, and ask ourselves some key questions- 

 

• Do you remember how you felt when making your very first purchase on 

the Internet?    

• Can you recall the first time you had a problem that needed to be 

resolved? 

• What about the first time when that issue was not addressed to your 

satisfaction? 

• Do you remember your frustration? 

• Was it with the response you received, or with the lack of one? 

• How did it make you feel? 

• Afterwards, would you have been inclined to do business with that 

company again?   

• Have you ever encountered any of the above 12 issues before?  

• Can you now relate to your Internet customers?   

 

More new customers are coming to the Internet everyday, and it’s easy to forget 

that they don’t know anything about how things work in a digital environment.  

Since the Internet has come so far so fast, consider how easy it is to overlook 

providing these people with great customer service.   

 

By rethinking how you do business, you have the opportunity to improve your 

relationship with your customer, address their wants and desires more completely 

with your product or service, and increase your ability to establish them as a 

returning customer.   

 

And the end result?   

 

Happy customers, and more money! 
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2. The Effect of BAD Customer Service 
 
If you’re running a business on the Internet, then you’ve no doubt experienced the 

catch-22 of getting things done quickly, and then experiencing a crashing halt to 

your progress because of a service provider issue.  When these roadblocks are 

encountered, it affects your flow, and it affects your schedule: 

• Creativity slows and eventually stops 

• Frustration sets in 

• All focus is on resolving the problem 

• Time is ticking 

• Schedules begins to slip 

• Customer expectations have to be addressed 

• Business credibility is affected 

• Your credibility as a business owner is affected 

• The ripple effect goes on and on…. 

 
How do you feel when the issue is not addressed immediately?  How about when 

you’re not even told there is an issue?  Or, when you finally discover you have a 

problem, the response you get is lackluster at best!  Are you a happy customer at 

this point, or are you ready to fire them on the spot and find someone else? 

 

If you’ve taken the trouble to setup a business, why would you expect your 

customers to accept this from you?  Why in the world would you not make sure 

your customers are handled like precious jewels?  It just doesn’t make sense.  

After all, they’re the ones who have the choice to spend their money with you, or 

not! 

 

Although I have spent over 25 years making sure my customers receive great 

service, I know this issue is still a huge void with many new business builders, 

because I see it over, and over. 
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Business Builders Don’t Come with Built-In  
Customer Service Skills 

 
Simply put, most product or service developers don’t include customer service in 

their business plans because it seldom ever occurs to them in the development 

process.  No one is really teaching this either.  Mostly, people just either never 

considered it, or plan to just deal with it if it ever comes up (which they don’t 

think will happen), or they think that they will just farm it out to someone else. 

 

What would happen if you just hired staff and then told them to take care of any 

support issues as they came up, without any training or any idea what it was they 

might be dealing with?  Do you think they would handle the job, as you’d want 

them to?  Do you think you’d expect they could handle it at all?  Of course not!   

 

Conversely, if you were lucky enough to hire help that knew what to do, they 

would probably do the job as they see fit, on their timetable, at their leisure.  Do 

you think this is any way to run a long term, profitable business?  Well, when it 

comes to the Internet, apparently a lot of people do, because I see it all the time. 

 

So why don’t more businesses have a plan for customer service. Why don’t more 

of the vendors incorporate a help desk, or hire and train support staff to handle 

this important part of their business?   

 

Maybe they never thought about it, or thought it was too much trouble, or would 

be too expensive.  Maybe they thought consumers who are smart enough to use 

the Internet are smart enough to purchase and download products.  Chances are 

the one of these reasons is the issue.  

 

There is a fine line between supporting your customer and managing your 

business.  Time and money are in short supply these days, but that doesn’t mean 

you should shortchange your customers. 
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Lastly, a common reason for lack of addressing the customer service aspect of a 

product or service business is that developers have a strong sense of pride in what 

they create.  No one likes to have someone tell them they’re baby is ugly.  And this 

is why vendors often don’t address their customers’ needs very well. 

 

If you’re like me, when a customer issue is received, the first thoughts that come 

to my mind as a small business owner are: 

• The customer is too demanding or difficult; transferring the problem to the 

customer 

• This is the way my system works, so don’t complain; being too protective of 

their product or service 

 

Don’t make the mistake of placing the blame for an issue immediately on the 

customer. Yes, there are some boneheads out there who couldn’t find a blade of 

grass in the lawn, but come on, think about it for a minute.  YOU are asking 

THEM for money, so do your best to earn it, and they’ll spend more with you! 

 

Here are the 12 common mistakes, with examples of why you should be 

addressing them, thereby showing your paying customers that you really care. 

 

 

Addressing the 12 Mistakes is Crucial for  
Your Business 
 

1. Putting erroneous contact information on your website. 

Many of us add information to our website just because we think it is required.  

Trust me – if you add your phone number or eMail address, customers WILL 

contact you using one or both of these methods.  If you don’t want a phone call or 

an eMail, then don’t add it to your site! 
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For instance, I was using a new graphics artist and just wasn’t getting the results 

I needed on the project.  We were communicating via eMail and it was just taking 

way too long.  So I decided to use the phone number on her website.  I 

immediately received a new eMail informing me she doesn’t use a phone in her 

Internet business!   

 

As a customer, I now have a dilemma – should I look for a different service?  By 

not addressing the customer needs, this graphics artist was actually turning away 

customers she could have so easily kept had she set the customer expectation in 

advance.    

 

2. Failure to inform customer of expected resolution time. 

Internet customers are full of mistrust due to the media coverage of Internet 

fraud.  The first thing they are going to do is scream “fraud” when their issue is 

not addressed.  They don’t understand the volume of issues a high-traffic site can 

create and they certainly don’t give a thought to the fact there are probably people 

ahead of them.   

 

It’s very important to tell your customer how long it will take to get to their issue.  

If they know this in advance, they will patiently wait for your response.  If your 

response is going to take longer than the time you originally provided to them, 

update them with that information.  

 

3. Failure to build rapport with your customer.  

Good heavens, how do you build rapport with a customer you can’t see or talk to?  

 

This is actually much easier than you would think.  People want to know a 

business cares about them and their purchase.  It really is as simple as 

identifying with your customer.  Apologize for the inconvenience the issue has 
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caused and sympathize with their frustration.  Customers can become irate when 

frustrated and the secret to good customer service is empathy.  Works every time! 

 

4. Failing to force customers to provide you with vital information. 

We have all been customers before, and therefore we know that when a problem is 

encountered with a purchase, all we think about is ourselves.  The last thing we 

think about is when, where, what, who, etc.  If you want to take the time to 

research this on your own, that’s OK.  If not, don’t make it difficult for the 

customer by creating another delay.  Tell the customer in advance what you need 

to resolve the issue. 

 

5. Continuing to take support issues when your support function is 

inoperable. 

To me, this really is a no-brainer, but that’s because of my computer software 

background.  As soon as a function is not available on your website, take it down 

and put up a page to tell your customers why it’s not available and when to come 

back.  Failure to do this will result in your customer feeling you are out of 

business in some way or are just ignoring issues.  This pertains to bad links as 

well as customer support functions. 

 

To this day I remember a well-known marketer who had only one support person.  

Unfortunately, this support person had lost their Internet connection for over a 

week while the website continued to take support tickets.  Imagine all the super 

pissed off customers! 

 

6. Failure to notify customers of a known service outage.  

If you provide a business service that your customers use for their customers, it’s 

your responsibility to make sure the service is up and running.  If not, then your 

first task is to notify all of your customers ASAP!   
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This in turn, gives them time to notify their customers while you work on the 

resolution, and gives them the ability to be prepared when they field the requests 

for support that are coming their way.  Don’t leave your valued customers with 

egg on their face.  Your business is certainly going to falter if you do this!  

 

I can still feel the anger when I recall a particularly painful experience with a 

software provider.  After I had established a business relationship with a local 

advertising agency, I had directed them to the website where their client 

promotions would appear.  The software developer I was using for my system 

decided to make some changes, and never bothered to tell anyone! Imagine my 

surprise and frustration when I discovered the business page I was sending my 

new client to was offline.   

 

This went on for another 3 days, and not only did he fail to ever notify me of the 

outage, but he never bothered to respond to any support tickets either.  And when 

he did finally turn the software back on, he had jacked up the database, and it 

wasn’t even my system that was showing on my site!  Need I say any more? 

 

7. Changing the status of a support request and not telling the customer 

why. 

If you use a support/help desk for your customer issues, then you know how 

convenient it is to change the status of the ticket.  I like to change the status to 

“Hold” for issues that are being worked, but cannot immediately be resolved.  If 

you don’t notify your customer why the status is being changed, then they are left 

to guess and this usually gets you, the business owner, in trouble. 

 

Change the status, but tell your customer the reason for the status change, what 

you are doing to resolve the issue and provide an estimated resolution time.  

When closing an issue, have you explained to your customer – in plain English – 

what the issue was and what was done to correct it?  Don’t assume an 
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explanation isn’t needed.  Many of us actually want to know what happened, what 

fixed it and how to avoid it in the future.  We also want to know what to do if the 

issue still exists!   

 

8. Resolving support issues in the order they were received without regard to 

the severity of the issue. 

This is one of my BIGGEST pet peeves.  Not every support issue is as critical as 

the next.  Some issues must be resolved as quickly as possible, due to the nature 

of the problem.   

 

As n example, let’s say again that a provider’s server is down, and they also have 

other customer requests.  I have seen where support desks still address their 

customer issues in the order they were received.  If an affiliate were to send in a 

ticket requesting when the service is expected to be restored, they shouldn’t have 

to wait in line behind someone waiting for a just purchase related request.  The 

affiliates’ request should take priority over the other requests, as they are 

representing the company, and need to convey that info out to their customers. 

For this reason, these types of support issues need to be prioritized and escalated. 

 

9. Referring customers to your website for more information. 

Unfortunately, what seems so clear and simple to us is not always how the 

customer perceives it.  If your customer understood what they read on your 

website, they wouldn’t be asking for support.   

 

Take the time to find out what they don’t get and then provide it to them as easily 

and quickly as possible.  Whatever you do, don’t tell them to go back to the 

website to read what you know is there.  Sometimes we just have to suck it up 

and go the extra mile.  

 

10. Using language your customer does not understand. 
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Download, zip, compressed file, pdf format, operating system, etc. – all things we 

as developers and vendors are familiar with.  But I’m sure if you take a few 

moments to think back to your first Internet purchase, you’d realize that you 

weren’t familiar with these terms in the beginning either!   

 

I can still remember my first purchase because I actually clicked off the download 

page.  Heck – I didn’t even know what it was or how it happened.  I was absolutely 

sure I had just fallen for a scam.  These are the customers you have to keep in 

mind when developing your customer service system.  Write them for the new 

Internet user and you won’t have problems with the support you provide. 

 

11. Failure to provide status when an issue cannot immediately be resolved. 

Whatever you do, don’t make your customer wait unnecessarily!  The longer they 

wait, the more frustrated they become.  Their frustration eventually leads to 

anger, and anger usually leads to bad press.  If you are unable to immediately 

resolve an issue, tell them.   

 

At the same time, tell them what you are doing and how long they should expect 

to wait.  You’ll be surprised how much this does to placate your customer and put 

their mind at ease.  They immediately know you are concerned about them and 

their problem and that you care enough to get back to them. 

 

12. Allowing you or your staffs’ bad mood to affect customer service. 

You may be having a bad day, but your customer doesn’t have to know that.   

 

One angry, loud, and threatening customer can put a damper on anyone’s day.  

It’s your job as a business owner or support provider to know how to handle angry 

customers.  Handled correctly, an angry customer can suddenly turn into a 

pussycat.   
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Imagine the power you have just by handling the customer correctly.  This power 

goes a long way in creating repeat business for you. 

 

 

The preceding 12 customer service issues are ones I encounter everyday in doing 

business online.  There are certainly others, and you might just be thinking about 

them right now.  Take a moment and write them down, lest you forget them.  They 

may be the difference between making money this year, or not. 
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3. Taking Care of Customer Support Issues  
 

It’s been over two years since I wrote my first customer support book.  And since 

then, many Internet businesses have implemented good customer service 

procedures for their business.  But there are still many established vendors and 

developers that seem to have overlooked this important step to success. 

 

Many online businesses rush to outsource their customer support.  But this can 

quickly turn to utter failure, if you don’t know what your support issues are or 

might be. 

 

Let me explain my approach to good customer service.   Actually I approach it 

from the years I spent as a software consultant, retail business owner, 

Information Technology Manager and now an Internet business owner.  When you 

bring all these experiences together, customer service is efficient, effective and will 

actually help a business grow.   

 

After all – your business is based on your customers; happy customers – not 

unhappy, irate customers who spread the word fast and furious not to do 

business with you!  

 

My background is computer software.  Let’s take a look how large corporations 

support their in-house user departments.  I’m not suggesting you need to 

implement this model, but I am suggesting it’s what good customer service is 

based on. 

 

A Support Business Model to Learn From 
 

Within large corporations, the IT (Information Technology) staff utilizes timetables 

that have been established to define how they service their end-user departments.  
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These departments are using the software developed by IT to perform their daily 

tasks.  If the application is down or a server is down, then that department cannot 

perform their duties and the work starts to backlog.  Eventually the customers of 

the company are affected, such as the Human Resources department that is 

unable to lookup employee information and the accounting department that 

cannot access historical information. 

 

To keep the corporation running, strict guidelines are enforced for: 

• The time allotted to respond to a down application or server 

• The time allotted to fix the down condition 

• The time allotted to rerun applications that have failed 

• The time allotted to report status to upper management on the outage 

 

If the allotted time is exceeded, a management call is scheduled to inform all 

department(s) affected.  

  

If these guidelines were not established, the support people would get lost in the 

maze of confusion and detailed investigation that is required to identify the root 

cause of the problem and develop the resolution.  They would literally forget about 

how the event is affecting the executives, the end-using department and the 

customers calling in who have been inconvenienced.  In this environment, you’re 

not only managing the technical staff, but you’re communicating with the 

customers who use the software to minimize the impact down the line. 

 

Running a business on the Internet is much like managing an IT department – 

your customers enjoy instant satisfaction by purchasing digital products ready for 

immediate download.  That’s why they purchase on the Internet when they could 

have taken the time to order a delivery or drive to the store. Imagine how quickly 

their joy fades when a problem is encountered…and their frustration when all 

attempts to get help are extended by hours or possibly days…and when their 
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issue is finally “resolved”, they receive no apology, no empathy, no consideration 

for what they have had to endure.  

 

Before You Consider Hiring Support Staff 
 
When you hire someone to assist with your customer service, you should be in a 

position to train him or her.  When you have documented procedures for them to 

follow, they have a working blueprint to implement.  There’s much less hands-on 

training for you to do and the service they provide is done exactly to your 

specifications.   

 

Before releasing a new product or service, sit down and document what could 

occur to impact your customer.  This will enable you to identify any defects and to 

correct them before they impact your customers.   

 

There will always be new customer service issues as your business grows.  Even 

though you anticipate your customer’s needs, it’s important that you are ready to 

listen to customer complaints, document them and correct them.  If you don’t 

have any customer issues being reported, survey your customers to find out what 

you need to know.  Many customers will not take the time to register a complaint, 

but they are ready to tell you when you ask.  
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4. How to Make Customer Service Easy  
for Your Business 

 

People use the Internet because they want what they want now – not tomorrow 

and certainly not next week.   An Internet business must keep this as the most 

important issue when getting ready to support customers.  

 

Establish a customer service “what if” system to help you understand the issues 

your customers could encounter before they are impacted: 

• What if the customer misses the download page? 

• What if the customer’s payment is interrupted? 

• What if the customer waits up to 8 hours for a company response? 

• What if the customer has questions before they purchase? 

• What if the customer insists on speaking with a human? 

• What if the customer has never purchased anything on the Internet 

before? 

• What if the customer can’t find the information to contact us? 

• What if … 

 

Once you have the answers to these questions, you are ready to document your 

support issues.  Your goal in documenting these procedures is to be able to cut 

and paste the resolution to your customer.  This not only speeds issue resolution, 

but provides consistency in resolving issues.   

 

Once your procedures are fully documented and working for your business, you 

have the opportunity to consider outsourcing your support or hiring people to 

provide the service you have already set up.  Documented procedures are 

repeatable and transportable, allowing you the option to move on if the service 

you select becomes unmanageable. 
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A fully satisfied customer will spend 2.6 times more money than a somewhat 

satisfied customer.  That should be all you need to know to be motivated to 

address customer service issues.  After all, your business exists to make money.  

If all it takes to make more money were anticipating the needs of your customers 

and giving it to them, why would you not take the time and make sure it’s done 

correctly?  

 

Customer service doesn’t have to be hard and it doesn’t have to be intrusive.  Set 

it up right the first time and you’ll never be without customers willing to spend 

money on new products and services you offer.  Be the one Internet business in 

your niche to provide superior customer service and worthy of creating a buzz in 

the community.  This is how you stand apart from your competition in today’s 

automated business environment. 

 

 

 

Customer Support Solutions 

http://grmbusinesssolutions.com/
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